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摘  要
         
         
随着中国经济增速的放缓，国内机床企业正面临着一场严峻的行业洗牌：以日本厂
商为代表的高端机床企业拥有完整的产业链，掌握着资金、技术、市场、人才和全
球化竞争优势，在市场竞争中不断攻城掠地，牢牢占据行业领先地位；而以中国本
土厂商为代表的大批区域性机床企业，由于并不掌握核心尖端技术，竞争力不足
，在国际市场竞争中多处于下风，企业发展遭遇瓶颈，更有甚者因市场萎缩、资金
链断裂而退出市场。
面对日益严苛的竞争态势，企业越来越重视内部人才的开发和培养，着力提升内部
员工队伍素质，打造企业核心竞争力。服务工程师旨在为客户提供优秀的产品售后
服务和技术支持，是维系企业与客户关系重要的桥梁和纽带，在提高客户产品体验
和扩大销售中发挥着不可替代的重要作用。而服务工程师岗位对技术能力的要求十
分突出，公司通用的培训体系已经不能满足其要求，因此，将胜任力模型引入服务
工程师培训体系就显得尤为必要。
本文以构建胜任力模型为基础，对R公司服务工程师培训体系进行研究，分析公司
人力资源现状及培训情况，根据胜任力培训相关理论，结合公司现状和业务特点
，对服务工程师培训体系进行具体的分析和优化设计，旨在通过设计并实施基于胜
任力模型的员工培训体系，提高服务工程师服务技能，打造核心竞争力获取市场竞
争优势。
本文对基于胜任力模型的培训体系的研究，可以为其他同类企业提供经验和参考
，但是，服务工程师的培养没有固定的模式，应根据企业不同文化背景以及不同发
展阶段来调整，从而更好地满足企业发展需要。
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Abstract
         
         
With economic growth in China slowing, the domestic machine tool companies
are facing a severe industry reshuffle. High-end machine tools companies, in
particular Japanese manufacturers, with a complete industrial chain, holding the
funds, technology, marketing, human resources, and global competition
advantages in market competition continued conquering, firmly occupy the
leading position in the industry. Local manufacturers in China as a representative
of a large number of regional machine tool enterprises, as they do not grasp the
core of sophisticated technology, lack of competitiveness, more at a disadvantage
in the competition in the international market, and enterprise development
encountered bottleneck. Even worse, due to market shrinking and capital chain
rupture, some withdraw from the market.
Faced with increasingly harsh competition, more and more enterprises pay more
attention to internal talents development and training, to improve employee quality
and build enterprise's core competitiveness. Service engineer to provide
customers with excellent after-sales services and technical support of the product,
are the important bridge between enterprise and customer relations, improve
customer experience and plays an irreplaceable role in the expanding sales.
Technical requirements is very important to service engineer, while the existing
common training system has been unable to meet their requirements. Therefore,
introducing a service engineer training system based on the Competency Model
is necessary.
This thesis based on the building of Competency Model, is to make a research on
the service engineer training system in company R, to analyze human resources
status and the training situation as well, according to competency training related
theory, considering status quo and operational characteristics of the company, to
implement a specific analysis and optimization design for service engineers
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training system. Which is aimed at improving service engineer working skills,
through the redesign and implementation of the Competency Model-based
training system, to form the core competition in the market gain the competitive
advantages.
The research on the Competency Model-based training system can provide
experience and reference for the other enterprises, however, there is no fixed
model for the training and growth of the service engineers. Due to the diverse
cultural backgrounds and different stages of development, it should be adjusted
accordingly so that it can meet the needs of enterprise development better.
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